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DETAILED ACTION 

Claim Rejections - 35 USC § 102 

The Examiner stated that claims 1-5, 7-10, 12, 16-24, 26-51 are rejected under 35 U.S.C. 
102(c) as being anticipated by Walker ct al., (US Patent 6,567,787). 

The Examiner stated that Walker teaches determining whether an agent has adequately 
followed a script based on a plurality of first scores related to respective portions of the at least 
one voice interaction and based on a second score related to an overall compliance with the at 
least one voice interaction. 

The Examiner points to Col. 6, lines 2-27 and to Col. 1 1 , lines 48-5 1 of Walker as 
supporting evidence. 

Col. 6, lines 2-27 state: 

The auuiorization level 324 of the operator may be used, for example, to grant operators 
with different levels of access to various functions of the POS terminal. For example, it may be 
desirable to permit only operators with the highest level of access to void erroneous transactions, 
to override paused transactions, to refund money to customers and to apply promotional 
discounts to transactions. The voice file 334 may be used to improve the ability of the POS 
terminal to accurately recognize words spoken by the specified operator in a manner known to 
those skilled in the art. 

The verbal message complexity level 332 may be used to determine which of a plurality 
of prompts the operator may be instructed to speak. For example, if the verbal message 
complexity level of the operator is "HIGH", any prompt may be selected. Similarly, if the verbal 
message complexity level of the operator is "MEDIUM", the first three prompts stored in the 
prompt database 228 (FIG. 2) may be selected and if the verbal message complexity level of the 
operator is "LOW" only the first prompt stored in the prompt database 228 may be selected. In 
such an embodiment, the first prompts would be simpler, and so more appropriate for operators 
that are less adept at providing complex verbal messages. 
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The weekly bonus earned 336 may be based ofl several criteria, such as the percentage of 
times the verbal message was spoken properly or the number of transactions in which a verbal 
message was spoken properly during a predetermined period of time. 

Col. 11, lines 48-51 state: 

The above described steps 1 1 10, 1 11 8 and 1 126 of storing may comprise storing the 
respective audio signals which are subsequently analyzed to determine whether they correspond 
to the corresponding prompts. For example, the POS terminal 200 or the server 12 (FIG, 1) may 
process the stored audio signals at the end of each day to generate operator performance 
measurements. 

Applicants respectfully traverse this rejection for at Jeast the reasons stated below. 

As stated in MPEP § 213 1, "A claim is anticipated only if each and every element as set 
forth in the claim is found, either expressly or inherently described, in a single prior art 
reference." Verdegaal Bros. v. Union Oil Co. of California, 2 USPQ2d 1051, 1053 (Fed. Cix. 
1987). Applicants respectfully submit, as will be detailed below, that Walker does not, either 
expressly or inherently, teach or suggest many limitations recited in the pending claims. 

Walker in the passages above discloses storing audio signals which are subsequently 
analyzed to determine whether they correspond to the corresponding prompts that the operator 
may be instructed to speak and thus generate operator performance measurements. 

The Examiner states that "generating operator performance measurements and 
calculating a percentage of times the verbal message was spoken properly implies determining 
whether an agent has adequately followed a script based on a plurality of first scores related to 
respective portions of the at least one voice interaction and based on a second score related to an 
overall compliance with the at least one voice interaction, since a performance measurement is 
generated for each stored audio signal." 
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Applicant respectfully disagrees as Walker is silent on providing second scores related to 
an overall compliance with the at least one voice interaction and does not suggest that such a 
second score could be determined. Further, Walker discloses speaking a verbal EEorofit and not 
reading a script. 

However, purely in the interest of expediting the prosecution of the instant invention, 
Applicant has amended claims 1> 23, 48 and 49 to include the following limitations: 

determining whether the at least one agent has adequately followe d, based on a 
confidence-level threshold relating to the automatic speech recognition co mponent's ability to 
analyze the at least one voice interaction^ the at least one script based on a plurality of first scores 
related to respective portions of the at least one voice interaction and based on a second score 
related to an overall compliance with the at least one voice interaction, wherein at least one of 
the first score* and the second score are different for th eir respective portions of the ar least one 
voice interaction . 

Support for these limitations can be found at least on p. 3 and p. 15 of the instant 
invention. 



The Examiner rejected claims 33, 50, and 51 based on Walker col. 14, L 59-65 and col. 
15, 1. 6-7. The Examiner states that Walker's POS terminal may measure the, number of 
completed transactions per period of time, the number of items purchased through the POS 
terminal per period of time. However, the folio whig limitation from claims 33, 50, and 51: for at 
least the given one of the interactions, comparing the actual duration of the given one interaction 
to the expected duration parameter and comparing a plurality of duration parameters to 
respective portions of the actual duration of the given one interaction. As can be seen, many 
duration parameters are compared to many portions of a single interaction which is different 
from Walker. 

For the reasons set forth above, Applicant believes the independent claims, as well as the 
claims that depend from them, are in condition for allowance and respectfully requests they be 
passed to allowance. 
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